




1.1 Research Background   
Coffee has been recognized by all people in this world. Based on NCAA 
(National Coffee Association of USA), Coffee is not just a beverage that has unique 
flavor. Coffee is a culture, an economic, an art, a science, and a passion. Coffee has 
been founded by Sweden botanist named Carolus Linneaus in 18th century. It is so 
familiar until now and there are more than 100 species of types of coffee around the 
world. In general, the most well-known types of coffee in coffee industry are 
Arabica and Robusta. These two types of coffee are well known throughout the 
world (National Coffee Association USA, 2016). 
Talking about coffee, society nowadays cannot avoid talking about a place 
where people can enjoy coffee that is called as a café or coffee shop. Coffee shop 
is established for people who want to enjoy a cup of coffee. Most coffee shops 
provide various types and methods of brewing coffee starting from plain coffee 
until the specialty coffee that is usually owned by the coffee shop producing its own 
homemade coffee by blending its own coffee. Nowadays, Coffee shop does not only 
focus on coffee, but it also provides a variety of menu like light snack or bread as 
the complementary of coffee. Also, in this few years, most coffee shops have 
upgraded their facility and property to get more customers. Coffee shop usually 
gives free internet connection and common marketing strategies like discount, free 
drink, merchandise, and etc. In addition, some coffee shops change the atmosphere 
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of the café by upgrading the property and stuff to get customers’ attention by giving 
them comfortable and cozy place (Quora, 2012). 
The history of coffee dated back long time ago. Coffee in Indonesia was 
founded around the 17th century when the Dutch colonialists brought and planted 
coffee in Indonesia. In the end, now many regions in Indonesia have different types 
of coffee bean along with its various ways of drinking coffee.  Since coffee has 
been embedded as a kind of culture for Indonesian society, it is very common to 
find that our society get used to drinking coffee in every occasion when possible 
(Pu, 2016).  
One of the cultures which is increasingly popular nowadays is the culture of 
hanging out and drinking coffee now is increasing in Indonesia, especially among 
youngsters who mostly like to hang out with their friends and also coffee lovers. 
The habit of spending some free times in a coffee shop now becomes a new trend 
among youngsters. Nowadays among the younger generation, hanging out in the 
café and drinking coffee has become a lifestyle for them. No wonder nowadays, 
there are many mini coffee shops turned into a café to follow the trend of an existing 
market (Sungkar, 2015). No wonder, there are a lot of places to drink coffee in 
Indonesia starting from small coffee shops until big ones. 
In addition, drinking coffee has also become a lifestyle for Indonesian people 
ranging from youngsters until adults. Based on The Collins English Dictionary, 
lifestyle is defined as behaviors, attitudes, or passion   related to a person or group. 
Positive lifestyles are believed to increase a person’s happiness, while negative 
lifestyle makes people sad and depressed (Jacobs, 2016).  
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Business coffee industry in Indonesia continues to grow each year. Both home 
scale industry and international scale industry has increased rapidly in the 
production of processed coffee. This phenomenon can be shown by the increasing 
number of coffee shops in major cities in Indonesia. This coffee is processed into 
coffee product not only in the form of ground coffee but it is also developed into 
instant coffee powder; three in one cup of coffee mixed with different flavors, and 
many other coffee products (Artharini, 2015).  
Relatively affordable price, practicality in presentation, and diversity of flavors 
that match with the tongue of Indonesian people is the reason that make coffee 
consumption increased in Indonesia. Currently the number of coffee consumption 
in Indonesia is increasing along with the increasing lifestyle of the Indonesian 
people. Now in big cities, it is common to find a coffee shop serving coffee on the 
sidewalk of the road. In addition, the café and coffee shop are also mostly found in 
the middle of the town. In addition, this coffee shops make coffee with their 
respective characteristics. This attracts coffee lovers to once try its taste (Artharini, 
2015). 
The future prospect of coffee business in Indonesia is expected to increase along 
with the increasing   level of Indonesian economic development in Indonesia. In the 
next 10 years, the coffee production in Indonesia is expected to reach the target by 
900 thousand tons up to 1.2 million tons per year by extending the coffee plantation.  
The increasing number of international and domestic demand that is influenced by 
investor is the reason for coffee production to fulfill the target production. In 2015, 
Indonesia can produce 741 kilograms of Robusta coffee beans and 808 kilograms 




The Top 5 Coffee Producing Countries – in the year of 2014 
 
Based on the table above, it shows that Indonesia occupied the 4th rank as the 
Coffee Producer in 2014. The 1st rank is occupied by Brazil. Coffee drinkers in 
Indonesia is estimated to grow about 33 percent within the next 2 years due to the 
increasing population and economic development in Southeast Asia. Indonesia is 
known as the third largest country   producing Robusta coffee. In 2016, the demand 
for the amount of coffee is estimated to rise by 400,000 metric tons compared to 
this year which has a demand of 300,000 tons which has a slight increase from the 
previous year for 260,000 tons.  According to Irfan Anwar as the chairman of the 
Association of Indonesian Coffee Exporters and Industries, stated that as the 
population increases then the lifestyle is also developing (Rusmana, 2014).  
According to the average Indonesian society currently consumes coffee from 
1.6 to 1.7 kg / capita / year. Rising from 10 years ago only 0.8 kg / capita / year. 
That led to a dramatic increase in the number of coffee shops. In Indonesia alone, a 
coffee shop starts to spread and grows with its fertile. The concept of doing business 
Country Producing Coffee metric tons 
1. Brazil 45,342,000 
2. Vietnam 27.500.000 
3. Columbia 12,500,000 
4. Indonesia 9,350,000 
5. Ethiopia 6,625,000 
Source: Indonesia Investment (2016) 
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is very broad and includes everything from products, marketing, and other things. 
If the entrepreneur does not have a good business concept, then the business would 
not grow well. Teens under the age of drinking coffee are the fastest growing 
segments in the coffee beverage market. The coffee shop gave them the places they 
needed to meet their friends. The entertainment on weekend nights attracted 
enthusiastic customers from the younger group. One way to increase sales and 
attractiveness in a coffee shop is by creating an atmosphere where customers want 
to linger, this strategy will encourage repeat sales and customer engagement 
(Julianto, 2016). 
A café is a place to drink coffee which can be referred as a coffee house or 
coffee shop. A café is originated from the French, which means coffee. Coffee was 
first introduced to Paris, France in 1669. In society nowadays has been known that 
drinking coffee in the café has become a lifestyle for some people. The activity of 
drinking coffee is one of the activities done when meeting friends, colleagues and 
drinking coffee has become a trend in our society. Therefore, many businessmen 
open café as one of the new opportunities to get money. Nowadays, café as a place 
for eating is known as a master concept of coffee shop that is developed into a sub 
concept that is café as a place of hanging out. In more detail, café is demanded to 
have specific theme like a specific interior design concept (Waxman, 2006). 
Talking about a design, we can first talk about a room which is an indispensable 
part of a design making. A room that is already arranged neatly and has a specific 
theme would look very attractive to consumers than a room that does not have any 
character of design. Interior design has an effect to human psychology that makes 
customers feel comfortable and feel like at home. Therefore, the main goal of the 
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interior design is the development of function, aesthetic enrichment, and 
improvement in psychological space. The consideration in interior design is 
thinking about interoperability aspects of a property. Café business owners prefer 
durable properties rather than perishables properties. The interior design also 
requires good placement of the right light because the light provides an atmosphere 
of different interest in a room. The most important key in the choice of interior 
design is done by identifying the physical space and room before putting any 
property. Promotion and advertising is not too effective or maybe even a waste of 
time when the attempts   made is not in line with the store in terms of the way of 
putting the merchandising products effectively. A good design and in-store 
promotions are one of the keys to give store themes and help customers to find the 
items being advertised (Waxman, 2006).   
Malang is a city of education which has more than 62 registered universities 
and educational institutions (Dikti, 2016). However, the city of Malang is not only 
known as a city of intellectuals and community, but the city of Malang is also 
crowded with many cafés and restaurants. It can be said so because in fact   the   
number of   cafés and restaurants is more than the number of   bookstores.  As a city 
of education, this number of cafes and restaurants is far beyond the expectation 
(Kabar Bisnis, 2012). 
Malang with its cold weather and its brand as a city of education has attracted      
a lot of immigrants. This of course   makes a tremendous potential in the field of 
café business. It is driven by market demand lifestyle in the city of Malang, 
especially the youths who attend school in Malang. The chairman of the Association 
of Cafes and Restaurants Indonesia (Apkrindo) East Java, Tjahjono Haryono said 
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that the growth in the culinary business in Malang and surrounding areas including 
Batu Malang is increasing because the educational centers and tourism resorts   
bring a positive impact for culinary businesses  (Kabar Bisnis, 2012). 
Captain Coffee was founded on November 1, 2015, located at Jl. Saxophone to 
be more precisely, it is located at the Green Village Ruko No 7. Captain Coffee has 
a vintage, classic, retro and antique concept. The markets   targeted by Captain 
Coffee is   students and connoisseurs of coffee drinkers. Captain Coffee has a 
variety of types of coffee from various regions in Indonesia such as Dampit, Bali, 
Flores, Toraja, Gayo, Karangploso, Lampung, and many others. The prices are also 
very affordable for students. Captain Coffee does not only provide coffee   for 
coffee lovers but also some non-coffee menu such as tea, Chocolate, Milk, and 
many others. In addition, there are also some   snacks like Fried Tofu, French Fries, 
Doughnut, and others.   
Captain Coffee provides a convenient place for customers with its vintage 
theme. This theme is selected as the tendency of today’s youngsters’ trend and 
fashion is more into retro and vintage   style. Captain Coffee also provides facilities 
such as free Wi-Fi and LCD Projector for meetings.  This vintage interior will make 
customers experience the old days so they can feel new experience. The interior 
design of Captain Coffee also includes antique items adding up to its old 
atmosphere.   
The main concept regarding the establishment of Captain Coffee is specified to   
students as its targets as they like to hang out with friends or work on tasks by 
experiencing different atmosphere. Captain Coffee   also has student employees. 
8 
 
This means that the employees working in captain coffee are still studying in 
campus.  The decision on hiring student employee is that because Captain Coffee   
concerns about the development of the café which is dominated by youngsters’ 
customers so these customers must also expect to have youngsters as the server. 
Another reason is because youngster is considered as persons who always follow 
the trend and they also have creative mind. Indirectly, this student employees may 
get experience in the   world of work.  
Based on the above explanation, the writer is interested to make a research about 
the interior design that creates customer retention through perceived customer 
satisfaction. Hence this minor thesis entitled, “THE INFLUENCE OF 
INTERIOR DESIGN ON CUSTOMER RETENTION THROUGH 
PERCEIVED CUSTOMER SATISFACTION: A Case Study at Captain 
Coffee Malang”. 
1.2 Research Problems 
Based on the explanation of research background above, the research problems   
are stated as follow:  
1. Is there any significant and direct effect of interior design toward customer 
perceived satisfaction? 
2. Is there any significant and direct effect of perceived customer satisfaction 
toward customer retention? 




4. Is there any significant and direct effect of interior design toward customer 
retention through perceived customer satisfaction? 
1.3 Research Objectives 
Based on the research problems above, the research objectives are as follow: 
1. To know the significant and direct effect of interior design toward customer 
perceived satisfaction. 
2. To know the significant and direct effect of perceived customer satisfaction 
toward customer retention. 
3. To know the significant and direct effect of interior design toward customer 
retention. 
4. To know the significant and direct effect of interior design toward customer 
retention through perceived customer satisfaction.  
1.4 Research Significance 
The benefits obtained from this research   are: 
1. For Students: 
This research is beneficial for students to: 
a. Enhance students’ knowledge about the character of the customer 
towards a field of employment that will be used by students   
studying   business and management.   
b. Increase student’s knowledge on customer loyalty, especially in the 





2. For Scholars: 
a. This research is beneficial as a media of curriculum in the field of 
management to develop the spirit of entrepreneurship among 
students and the alumni can give contribution to university someday.  
b. This research will provide a reference for future research that has the 
same concept which is customer satisfaction and customer retention 
based on what the customer has perceived.   
3. For Company: 
a. This research is expected to help in developing the company by 
getting to know the character of the consumer.  
b. This research is expected to prove the company in determining what 
factors that can increase customer satisfaction.  
c. This research is expected to be able to increase the company’s profit 
by considering customer’s good feedback that increases the number 
of customers.  
1.5 Scope of Research Problem 
This research discusses what makes customers feel satisfied by seeing their 
perception and their tendency to do a repurchase activity based on customer 
perception on a café or coffee shop. Specifically, it discusses factors or aspects that 
make customers comfortable and at ease in a café or coffee shop. 
  
